IN THE CLAIMS : 

Please amend the following claims. 




Currently Amended) A network system comprising: 

analysis engine to interacts with a user profile server , a user data collection 
point an^a content management system, the analysis engine to perform at least one an 
analysis in\eal-time to generate a result that is associated with a recommended item, 
the result to mclude a plurality of content types; 

the dataVollection point to provide data to the analysis engine; 
the user prtofile server to perform one of collection and management of provide 
user data to the analysis engine; aftd 

the content management system to manage the result that is associated with the 
recommended item ancKincludes a ttie plurality of content types , wherein the plurality 
of content types includes at least a first content type and a second content type; 

a first service point toVetrieve a first content type from the content management 
system, wherein the first content type is associated with the recommended item and is 
personalized for a first user; and ^ 

a second service point to ret^eve a second content type from the content 
management system, wherein the secrnid content type is associated with the 
recommended item and is personalized tor a second user . 



2. (Cancelled) 
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3. (Currently Amended) The/hetwork system of claim 1, wherein a tiie first service 
point sorvoG the purpose may be utilized for an at least one of communicating a 
recommendation of for aft a live agent to aft alive agent desktop, supporting a request 
to route data, supporting a request f o^ alive agent assignment, and an providing an 
outbound campaign service. 

4. (Original) The network system of claim 1, wherein the analysis engine is to 
collect data from a plurality of customer contact points. 

\ 

5. (Original) The network system of claim 1, wherein the user profile server 
includes one of static profile attributes anc^ynamically generated attributes. 

6. (Currently Amended) The network system of claim 5, wherein input from one of 
a first live agent and a second live agent updates one of the static profile attributes and 
the dynamically generated attributes. 

7. (Canceled) 



8. (Currently Amended) The network systern of claim 1, further comprising: 

a client request is associated with a first agoait by a scrvdcc point that is 
communicated to the analysis engine to trigger the\analysis engine to perform the 
analysis in real-time to generate the result . 



9. (Original) The network system of claim 1, wherein the user profile server is 
coupled to a data repository for service data and metaqata. 
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10. (Currently Amended) /The network system of claim 1, wherein the user profile 
server, the analysis engine, and\the content management system operated on at least 
one of a local and remote server), 



11. (Currently Amended) A method comprising: 
accGGoing a customer profile and prcf oroncos; 

sending the receiving a customer profile^ and the preferences and data to an 
analysis engine, wherein the customer profile^ the preferences and the data are utilized 



to perform an analysis in real-time 



o generate a result that is associated with a 



recommended item, the result to include a plurality of content types; 
accessing a recommended itc^s in real time; 
retrieving content for at least oi^e recommended item; 
supporting a content type by a service point 

managing a the plurality of content types for a plurality of service points^ 

wherein the plurality of content types includes at least a first content type 
and a second content type; 
retrieving a ttie first content type by a xirst service point, using results from a 
first analysis wherein the first content type is Associated with the recommended item 
and is personalized for a first user; and 

retrieving a tiie second content type by a second service point, using results 
from a first analysis wherein the second content typ^ is associated with the 
recommended item and is personalized for a second user . 
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12. (Currently Amended) The method of claim 11,' further comprising: 
collecting receiving data from a plurality of customer contact points. 

13. (Original) The method of claim 11, wherein the customer profile is provided by a 
user profile server coupled to an analysis engine. 

14. (Original) The method of claim 12, wherein the user profile server includes one 
of static user profile attributes and dynamically generated attributes. 

15. (Original) The method of claim 14, further comprising: 
updating one of the static profile attribute and the dynamically generated 

attribute. 



16. (Cancelled) 



12, wherein the user profile, the 



17. (Currently Amended) The method of claim 
analysis engine, and the content management system are operated on at least one of a 
local server and a remote server. 



18. (Currently Amended) A machine readable s 
program instructions which when executed cause a 
perform a method comprising : 

accessing a customer profile and prGforoncos, 



orage media contaiiung executable 
digital processing system to 



sending the receive a customer profile^ and tt te preferences and data to an 



analysis engine, wherein the customer profile, the p 



eferences and the data are utilized 
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to perform an analysis in real-time to generate a i esult that is associated with a 



recommended item, the result to include a plurality of content types; 



accGGGing a rGConunondod itomo in roal - timo; 

retrieving content for at least one rocommcndod item; 

supporting a content typo by a service point 

manage a the plurality of content types for a plurality of service points , wherein 
the plurality of content types includes a first content type and a second content type; 

retrieving retrieve a tiie first content type by a thirst service point, using 
results from a first analvsis wherein the first content type is associated with the 

\ 

recommended item and is personalized for a first user; and^ 

retrieving retrieve a ttie second content type by a the sjecond service point, using 
results from a first analysis wherein the second content type is associated with the 
recommended item and is personalized for a second user . 

19. (Currently Amended) The machine readable storage media of claim 18, wherein 
the method further comprises: 

managing a ttie plurality of content types for a plurality of ^ervice points. 

20. (Original) The machine readable storage media of claim 18, wherein the method 
further comprises: 

collecting data from a plurality of customer contact points. 
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21. (Original) The machine readable storage media of claim 19, wherein a user 
profile server is coupled to an analysis engine and a content management system, the 
content management system manages the plurality of content types. 

22. (Original) The machine readable storage media of claim 21, wherein the user 
profile server includes one of static user profile attributes and dynamically generated 
attributes. 

23. (Currently Amended) A The machine readable storage media of claim 22, 
wherein the method further comprises: 

updating one of the static profile attribute arid the dynamically generated 
attribute. 

24. (Cancelled) 



25. (Currently Amended) The machine readable storage media of claim 22, wherein 
the user profile server, the analysis engine, and the content management system are 
operated on at least one of a local server and remote sewer. 



26. (New) The method of claim 1. wherein multiple content types may be retrieved 
by a single user . 
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27. (New) The method of claim 1, wherein the ferst content type includes content for 
live agent assistance and the second content type iiicludes content for customer self- 
service . 

28. (New) The method of claim 1. wherein the content management system includes 
a plurality of content collections . 

29. (New) The method of claim 28. wherein the content management system utilizes 
the plurality of content collections to control access to\the plurality of content types . 

30. (New) A network system comprising : 
a first means for interacting with a second means^ia third means and a fourth 

means, the first means for performing an analysis in real-time to generate a result that is 



associated with a recommended item, the result to include\a plurality of content types; 
the third means for providing data to the analysis er^gine; 
the second means for providing user data to the analysis engine; 



the fourth means for managing the result that is associated with the 
recommended item and includes the plurality of content types, wherein the plurality of 
content types includes at least a first content type and a second content type; 

a fifth means for retrieving a first content type from the Ipurth means, wherein 
the first content type is associated with the recommended item ^d is personalized for a 
first user; and 
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a sixth means for retrieving a second content type from the content management 



system, wherein the second content type islassociated with the recommended item and 



is personalized for a second user . 



\ 
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